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IDE Master Graduation

Project team, Procedural checks and personal Project brief

This document contains the agreements made between student and supervisory team about the student’s IDE Master
Graduation Project. This document can also include the involvement of an external organisation, however, it does not cover any
legal employment relationship that the student and the client (might) agree upon. Next to that, this document facilitates the
required procedural checks. In this document:

The student defines the team, what he/she is going to do/deliver and how that will come about.
SSC E&SA (Shared Service Center, Education & Student Affairs) reports on the student’s registration and study progress.
IDE's Board of Examiners confirms if the student is allowed to start the Graduation Project.

USE ADOBE ACROBAT READER TO OPEN, EDIT AND SAVE THIS DOCUMENT
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** chair _Peter Lloyd dept. / section: _MOD
**mentor _Milene Goncalves dept. / section: _MOD

Nicole Eikelenberg
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Aachen Germany

During the first part of the project Peter's knowledge on methodlogy &
background in electrical engineering and Al will help creating the theoretical
framework, where Milene will aid more in the second part (facil. & vis. comm.)
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APPROVAL PROJECT BRIEF

To be filled in by the chair of the supervisory team.

chair _Peter Lloyd date - - signature

CHECK STUDY PROGRESS

To be filled in by the SSC E&SA (Shared Service Center, Education & Student Affairs), after approval of the project brief by the Chair.
The study progress will be checked for a 2nd time just before the green light meeting.

Master electives no. of EC accumulated in total: EC . all 1*tyear master courses passed

Of which, taking the conditional requirements
into account, can be part of the exam programme EC missing 15" year master courses are:

List of electives obtained before the third
semester without approval of the BoE

name date - - signature

FORMAL APPROVAL GRADUATION PROJECT

To be filled in by the Board of Examiners of IDE TU Delft. Please check the supervisory team and study the parts of the brief marked **.
Next, please assess, (dis)approve and sign this Project Brief, by using the criteria below.

e Does the project fit within the (MSc)-programme of M) APPROVED[) NOT APPROVED )

the student (taking into account, if described, the

activities done next to the obligatory MSc specific ) APPROVED r) NOT APPROVED )
courses)?

¢ |s the level of the project challenging enough for a
MSc IDE graduating student?

e |s the project expected to be doable within 100
working days/20 weeks ?

¢ Does the composition of the supervisory team
comply with the regulations and fit the assignment ?

comments
name date - - signature
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Implementation strategy of a service design inquiry through data at Ford  project title

Please state the title of your graduation project (above) and the start date and end date (below). Keep the title compact and simple.
Do not use abbreviations. The remainder of this document allows you to define and clarify your graduation project.

start date , - - - end date

INTRODUCTION **
Please describe, the context of your project, and address the main stakeholders (interests) within this context in a concise yet

complete manner. Who are involved, what do they value and how do they currently operate within the given context? What are the
main opportunities and limitations you are currently aware of (cultural- and social norms, resources (time, money....), technology, ...).

space available for images / figures on next page

In an increasingly connected world, the mobility demand becomes more dynamic and complex. For example, the
sharing mobility market has a CAGR of 8% over the period between 2018-2026 and will reach an estimated value of US
$ 608 Bn in 2026 (PRnewswire, 2020) As different mobility solutions change according to the desired distance, mobility
solutions also transition towards making the time in spend in the vehicle fit to the customers’ needs as can be seen in
the Purpose-built-vehicles (Hasenberg, 2018). As expectations and solutions evolve in an increasingly connected
world, creating one solution for one problem starts losing its reason d'étre.

Therefore it could be said that a company like Ford which was built on the foundation of solving one problem in a
great technologically advanced way has a need to start to evolve. For this strategy Ford is using an ambidextrous
approach where they focus on strengthening their core business while also exploring new opportunities. (Ford Media,
2016)

In this way there is room for a broad spectrum of new possibilities in the areas of increased connectivity, autonomous
vehicle technology and big data collected from cars to understand their customers better. Ford already acquired
multiple companies in the shared mobility space, services around cars and last mile solutions. (Ford Media, 2016; 2020)

In an effort to build innovation capabilities around these new types of service-product systems, Ford is moving from a
product development innovation perspective to a more human centered service design perspective (Ford Media,
2020). An example of this is the recent graduation project on service design methodology implementation at the Ford
Research and Innovation center in Aachen (Jong, 2017)

Understanding and involving the user is one of the pillars of the service design mindset, (Sleeswijk Visser, 2013) and
therefore better ways to do so could improve the outcome of the process. Especially as the problem space is getting
more complex, more straightforward design inquiry methods might not suffice to navigate the complexity the way
computational systems can. Currently an ever more increasing part of our behavior is happening and or being
recorded in a virtual environment (information searches, navigation, shopping), therefore ‘datafying’ our world (Lycett,
2013). For Ford specifically this means a wide variety of data which can be researched and used in design for example:
vehicle data, behavioral data from users, cloud data etc. .

In practice we already see this happening; data in ethnographic research is used to better understand behavior
through digital probes (Bogers et al,, 2016, 2018), data is used to optimize digital products by testing different
solutions (e.g. A-B testing) and analyze user behavior. (e.g. heatmap analysis) (King et al., 2017). But in order to
navigate through all this available behavior data and use possibilities, it is important to understand what kind of data
designers act on in order to use data for creative purposes.

Therefore, it is important to create a strategic foundation so Ford can use this is opportunity and start utilizing their
technical capabilities and digital touch-points to exploit data as a 'strategic material’. In this way they can improve their
design capabilities and be ready for the increased complexity of tomorrow. This motivates the graduation opportunity.
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PROBLEM DEFINITION **

Limit and define the scope and solution space of your project to one that is manageable within one Master Graduation Project of 30
EC (= 20 full time weeks or 100 working days) and clearly indicate what issue(s) should be addressed in this project.

ASSIGNMENT **

State in 2 or 3 sentences what you are going to research, design, create and / or generate, that will solve (part of) the issue(s) pointed
out in “problem definition”. Then illustrate this assignment by indicating what kind of solution you expect and / or aim to deliver, for
instance: a product, a product-service combination, a strategy illustrated through product or product-service combination ideas, ... . In
case of a Specialisation and/or Annotation, make sure the assignment reflects this/these.

As previously stated, in order to start using data in the design process, a strategic foundation needs to be formulated.
A preliminary literature review revealed the design inquiry through data framework (DITD) (Kun, 2019), which proposes
an iterative inquiry process that is built on an annotation to the design reasoning framework (Dorst, 2011). Further
Literature review will possibly reveal other frameworks or approaches, which will also be taken into account.

The DITD framework has three elements that develop during the inquiry:

What (thing) + How? (working principle) leads to Value (aspired) (Dorst, 2011)

Dataset (thing) + Data technique? (working principle) leads to Value (aspired) (Kun, 2019)

The core of the problem is that Ford currently does not know what data and data processing techniques would be
available and to what kind of value would that lead. This leads to the main research question:

Which design questions (value) in the current service design process can be solved using a design inquiry through
data approach?(data-set & data processing technique). When the possibilities that emerge are elaborated, strategic
choices need to be made in order to prioritize the opportunities. These choices will be made on to be defined
influencing factors, for example certain facilitators and barriers to set-up a project. Barriers might include data
availability, processing complexity or uncertainty in the outcome.

Scoping the assignment: As the outcome of the research could be that most interesting dataset & processing
combination needs the development of a new project (as data gathering etc could take very long). It could mean that
the outcome of this graduation project does not yet already yield tangible data results as the project might not be
finished yet. As using data in the design process can be very broad, it is wise to scope the assignment based on the
categories of the theoretical lens of designing by, with and from data (Speed and Oberlander, 2016). This project will
focus on the latter and therefore will not be a graduation project that focuses on a data use-age strategy (Chi, 2020)

recommendations and a (start of a) exemplarv project.

Theoretical foundations: As this domain is inherently abstract with subjects as 'data’, 'innovation' and 'design' it is key
to develop a solid theoretical framework that will provide the Ford employees some foothold and common lexicon.
Additionally it is important to also elaborate practical case-studies where data is already being used in the design
process to create tangible examples of theory.

Perform a Literature review on the theoretical frameworks that can aid in understanding design inquiry through data
and service design innovation specifically. On top of that, review previous design inquiry trough data industry case
examples.

Researching practice & practicing theory: In order to really understand where data could have additional value to the
tools the Ford team has currently, the team needs to be observed and interviewed. Finally the results will be
synthesized in a possible project and a validation workshop should be performed in order to see if the data offers
valuable results.

Perform context interviews to understand the current design projects, design questions and the available data. Finally
the results will be synthesized in a possible project and a validation workshop should be performed in order to see if
the data offers valuable results. Perform context interviews to understand the current design projects and design
questions, the available data and finally the possible barriers and facilitators for creating a data driven design project.
Combine the findings from practice and theory into possible data projects and validate.
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PLANNING AND APPROACH **
Include a Gantt Chart (replace the example below - more examples can be found in Manual 2) that shows the different phases of your
project, deliverables you have in mind, meetings, and how you plan to spend your time. Please note that all activities should fit within
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the given net time of 30 EC = 20 full time weeks or 100 working days, and your planning should include a kick-off meeting, mid-term
meeting, green light meeting and graduation ceremony. lllustrate your Gantt Chart by, for instance, explaining your approach, and
please indicate periods of part-time activities and/or periods of not spending time on your graduation project, if any, for instance
because of holidays or parallel activities.

start date - - - - end date
Phase 1 Reframing design Phase 2 Theoretical Phase 3 Researching Phase 4 Practicing
challenge foundation Practice Context theory
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For the project planning I used a 4 phase system as elaborated in the approach section. When the largest part of the
research has been done in understanding the theory and how to structure the research in practice at Ford the
midterm will be planned. Then when the research at Ford will take place after-which | will take a break. Then | will start
to synthesize the results and develop and test solutions which leads to the green light meeting.

In order to have the documentation in order during the project, after each research phase time will be scheduled for
analysis and documentation. See week 5, 8, 12 and 16. A preliminary version of the report will be delivered in week 9,
18 and 22. In the individual meetings with the coaches, a presentation template with main results and planning to
improve the value of the meetings. In parallel, the company mentor will be included in reflection moments on the
collaboration during the project. A personal reflection will be done biweekly to improve my self awareness.

| will work 4 days/ week on the project so | have 1 day to work on the side. This means the project takes 25 weeks.
During Christmas holiday | will take a 2 week break.

As the Kick-off was the 21st of September and | already started re-framing the project brief the week before, I'm at the
time of writing in the 3rd week of the project.

Starting date 14 September
Graduation date 22 March
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MOTIVATION AND PERSONAL AMBITIONS
Explain why you set up this project, what competences you want to prove and learn. For example: acquired competences from your
MSc programme, the elective semester, extra-curricular activities (etc.) and point out the competences you have yet developed.

Optionally, describe which personal learning ambitions you explicitly want to address in this project, on top of the learning objectives
of the Graduation Project, such as: in depth knowledge a on specific subject, broadening your competences or experimenting with a
specific tool and/or methodology, ... . Stick to no more than five ambitions.

During my bachelor industrial design and master strategic product design | have developed myself in a few distinct
areas: "digital" design and corporate innovation processes and entrepreneurship.

Starting during my Bsc. | was always intrigued how we can better understand and manipulate reality by creating
(virtual) models and frameworks For example writing Arduino software to create a self balancing platform or designing
a hand scanner to make a virtual model of the hand so measuring becomes easier. (QuickTech Med. startup) Although
| found the thought process of creating these abstract models very interesting, | noticed | was more interested in larger
systems than on the product level. That's when I started SPD, | found out | really enjoyed trying to understand the
corporate organization and the ecosystem in which the innovation process takes place. | did cases on tour, Masters of
strategy and the Flightcase consulting trip to Japan to further explore this field of corporate innovation.

Furthermore, | performed a research on the value of design and possibility to measure design capabilities using KPIS. |
came to the conclusion a lot of companies are linking their innovation strategies to the 'digital transition'. In order to
better understand this | did a 6 month internship at the digital consultancy Newcraft and performed an internal
research to create a digital maturity assessment for large retail corporations. Also, | created a validation framework
template,that is now used in the interview process. At Newcraft | further developed the interest in creating virtual
representations of complex real situations in order to manipulate/ optimize a real situation. That is when | started
wondering how to use data (virtual representation of reality) in the innovation process. | first researched the possibility
to gather data for CX improvement, then researched the value of google data and finally found this opportunity best
fitting my ability to combine my interest in digital (virtual) representations of reality, creating innovation frameworks
and working in a corporate environment. | created the following learning objectives.

Project learning objectives

1. Understand what kind of innovation insights can be used for service innovation.

2. Understand how data can be gathered to create these insights.

3. Understand the barriers and facilitators of implementing this in a corporate innovation process.

Process learning objectives

1. Learn to better structure my design process and decisions according to a set planning.
2. Learn to communicate my design process in a clear way for corporate non-designers.

FINAL COMMENTS

In case your project brief needs final comments, please add any information you think is relevant.
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	Planning Elaboration: For the project planning I used a 4 phase system as elaborated in the approach section. When the largest part of the research has been done in understanding the theory and how to structure the research in practice at Ford the midterm will be planned. Then when the research at Ford will take place after-which I will take a break. Then I will start to synthesize the results and develop and test solutions which leads to the green light meeting. 

In order to have the documentation in order during the project, after each research phase time will be scheduled for analysis and documentation. See week 5, 8, 12 and 16. A preliminary version of the report will be delivered in week 9, 18 and 22. In the individual meetings with the coaches, a presentation template with main results and planning to improve the value of the meetings. In parallel, the company mentor will be included in reflection moments on the collaboration during the project. A personal reflection will be done biweekly to improve my self awareness.
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Starting during my Bsc. I was always intrigued how we can better understand and manipulate reality by creating  (virtual) models and frameworks For example writing Arduino software to create a self balancing platform or designing a hand scanner to make a virtual model of the hand so measuring becomes easier. (QuickTech Med. startup) Although I found the thought process of creating these abstract models very interesting, I noticed I was more interested in larger systems than on the product level. That's when I started SPD, I found out I really enjoyed trying to understand the corporate organization and the ecosystem in which the innovation process takes place. I did cases on tour, Masters of strategy and the Flightcase consulting trip to Japan to further explore this field of corporate innovation. 

Furthermore, I performed a research on the value of design and possibility to measure design capabilities using KPIS. I came to the conclusion a lot of companies are linking their innovation strategies to the 'digital transition'. In order to better understand this I did a 6 month internship at the digital consultancy Newcraft and performed an internal research to create a digital maturity assessment for large retail corporations. Also, I created a validation framework template,that is now used in the interview process. At Newcraft I further developed the interest in creating virtual representations of complex real situations in order to manipulate/ optimize a real situation. That is when I started wondering how to use data (virtual representation of reality) in the innovation process. I first researched the possibility to gather data for CX improvement, then researched the value of google data and finally found this opportunity best fitting my ability to combine my interest in digital (virtual) representations of reality, creating innovation frameworks and working in a corporate environment. I created the following learning objectives. 

Project learning objectives

1. Understand what kind of innovation insights can be used for service innovation.
2. Understand how data can be gathered to create these insights. 
3. Understand the barriers and facilitators of implementing this in a corporate innovation process.
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1. Learn to better structure my design process and decisions according to a set planning. 
2. Learn to communicate my design process in a clear way for corporate non-designers.
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